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Customer Measurement Services 
Our Primary Goals 

To be "the Voice of the Customer" for a// L 06s 
throughout the Verizon footprint 

To align people and processes around customer 
priorities 

To be a catalyst for driving continuous 
improvement enabling outstanding service 
delivery 

To set customer objectives for the business, 
based on benchmarking, and tied to 

- 









Customer Care Index 
How is CCZ sample allocated? 
Customer 
Contact 

Operations - Sample Sources 

I Billing / Inquiry - ICRIS/BOSS/ I I 

Collections - ECHOS/TRIAD/ 
COFFEIBVT 

DA Operator - AMA Tapes; 
Toll Study File; NPS 

I Repair Bureau - LMOS/MTAS/ I I 

r Service Orders - SOACS; NOCV; I I 

CCI 
Sample 

Allocation 
CRC 

CCI / Vendor Interview 
Process ~a m ple Process Process 

INTEGRIS 
Results Reporting 

Process 

After receiving the initial sample files, vendor processes the sample 
into their sysfems 

Vendor allocates sample for each survey by: 

Performing duplication checks within and across each of the sample lists 

Randomly select customers to be interviewed 

Distributing the sample to interviewing staff across month to ensure accurate 
representation of performance 







Customer Measurentent Services \ / 

Measurement Development Process 
I. Planning II. Catalogue Customer 

Define purpose and uses of 
Requirements 

measurements Conduct focus groups of front- 
Identify customer segments / service line employees Review with organization 

flows 
Conduct focus groups / 

Gather information needed to develop interviews of customers Pretest with providers / 
customer feedback and response plan 

Gather Qualitative information 
Schedules, Deliverables, Accountabilities 

I 

IV. Develop Sampling Plan V. Select Sample V1. Collect Data 

Draft sampling plan Define criteria to select Sutvey is administrated and 
Finalize necessary elements to customers to respond to survey data is collected 

obtain and utilize sample Determine type of sample to Details concerning coding, 
(automated 1 manual, gather (sample / census, production, administration, and 
frequency, information available, random, stratified I unstratified, communication are addressed 
etc. ) etc.) 

I 

I VII. Data Procc 

1 Data collected would be I 
processed, quality controlled, 
and formatted into a usable 

I VIII. Interpreting the Data I I IX. Feeding Back the Results 1 

I etc. I 





Sampling Error 
Region 1 - Consumer Repair 

Sampling Chart 
Region 1 

Monthly Sample Quarterly Sample Annual Sample 

Disfrict 2 105 6.8% 31 5 4.4% 1260 2.2% 
District 3 100 7.0% 300 4.5% 1200 2.3% 
District 4 I00 7.0% 300 4.5% 1200 2.3% I 

Region 1 405 3.5% 1215 2.2% 4860 1.1% 





Customer Measumments 
INTEGRIS - Overvr'ew 

Functionality 
Intemrated Results 

(INTEGRIS) application uses 
client/sewer technology to 
retrieve and display Ver~zon 
survey results 

Tracks measurement results 
from the lowest data 
collection level to the 
company level 

Client/GUI front end was 
developed using PowerBuilder 
software 

Sewer side consists of a 
SYBASE relational database 

Automatic deployment process 

Installation via CD-ROM or Zip 
GMk files 

1 epon 7g 

nDynamicr' Matrix 

Generates results from each 
transaction and relationship 
survey 

Verbatim / Verbatim by 
Respondent 

Generates transcribed customer 
comments recorded during an 
in tewe w 

Extract 

Generates a comma delimited 
flat file of each interview's 
responses 

Hierarchy 

Generates a structured out1.e 
of the organilaon as captured 
by the survey 





INTEGRIS - Screen Shots: 
Matrix Dynamic Report 

VERIZON Run Date: @X#R008 0923 

m l T c w S  
hdATRIX REPORT 

03R00510R005 1 ID005 12R005 OlROO6 02R006 TOTAL 

A20 General mShW8~ hadm I T  hru Date - 03Kl2R006, Interim - F 

VERIZON 

Level 3 Capital Q5.1 OVERALL PERFORMANCE 
Top Three W p K ? q ~ ~ ~ ~ ~ l  

Counts [32ErGiT-l- 
Base pE'-pqml 
lNCcnf Limit [mm 2.70 

Level 3 Island Metro Q5.1 OVERALL PERFORMANCE 

Top Three W :6 

Counts 

Base 

2.94 

Level 3 Liberty Q5.1 OVERALL PERFORMANCE 

Top Three W% 

Counts 

Base I g g g m m  
WConf Limit 1-rn 

Level 3 New England Q5.1 OVERALL PERFORMANCE 
Top Three W?c, ~~~~~~ 

Collnk 

Base 

lfifconf Limit ~~~~~~ 





Detc g I' 'hat's Important to the Customer 

Driver Analysis - Transactional Surveys Examples 





Customer MeasuremeniS 
Customer Care Index - Top Customer Requirements 

v- --2w 

Provisioning: 
Perform work correctly the first time 

Keep commitments, complete work on time 

Keep Customers informed before, during, and after the work is 
completed 

Repair: 
Fix problems quickly 

Perform work correctly the first time 

Keep Customers informed before, during, and after the work is 
completed 





Consumer Repair 
January - December 2005 CCZ Performance -Area 2 

k' -m 

q5-1 OVERALL PERFORMANCE 

q4-2 Speed in correcting the problem I 
q4-1 Keeping you informed I 

q4-0-1 Convenience of Appt I 
q3-7-1 Explanation of work that was done I 

q3-5 Ability of the Tech I 
q3-4 Promptness ofTechls arrival I 

q3-3b Convenience of arrival time for tech 

q2-10 Explanation of steps to be taken 

q2-6 Helpfulness of Rep I 
q2-5 Ease of using automated system' I 

q4-4 Correcting the problem the first time I 
q4-3 Correcting the problem when promised I - - - 

B 
I 

m 
imm - 

q2-3 Ease of reaching automated system* I 
q2-2-1 Ease of reaching Rep to report problem 

q5-16 Likelihood of Switching 

Unlikely, Very Unlikely Likely, Very Likely 

Results ere not weighted 

de 



Consumer Pro visioning 
Key Driver Analysis - Logistic Regressiion Mode/ 

L' -=zw 
Yes, Tech Visited (N=35%) 

Percentage Point Improvement in Overall Performance % Top 2 of 5 Rating 
If 100% of Satisfactory and Bottom 2 Ratings Moved to % Top 2 of 5 on Attributes 

%Top215 Owerail Parformam Rating (82%) 

Keeping you Pron, ,,,,,, ,,, .,ce 
-" 1 informed about 

I Performance 

service 

Southwest Texas PPI 

% TOP 2 

PPI increase required for 1 point increase in Overall 

Doing the work by 
the date promised 

6.3 

7 7 '10 

3.7 

Work done correctly 
the first time 

4.4 

81 % 

4.3 

Promptness in 
answering call 

3.8 

76% 

6.4 

on date that meets 
your needs 

3.0 

7 9 '10 

7.1 

2.3 

80% 

8.8 



Consumer Repair 
Customer Contact(s) - EOY ZOOS- Region 1 k' ver 

ImpacC of Customer Contrrct(&) on OmaII Pemnnantw 

None One Two Three 
2.8 12.4 26.6 36.2 21.9 

I I I I 
- - 

Percent Incidence 
I I A direct relationship exists between the number of interscdlons customers have 1 

with Verizon employees and Overall Performance ratings 

I 
26 



General Business Repair 
Verbatim Analysis - Issues Affecting Overall Performance 

w 
vwm 

Top Three Negative Verbatim Comments - 
Satisfactory/Not So Good/Poor 

Not informed of problem 
Examplm: Couldn't inform customers as to 
when the actual repair would take place, the 
problem persisted for days and the customer 
wasn't informed of the status of the repair after 
the initial dispatch, inadequate follow-up 

Didn't like appointment timeltime frame 
Examples: Unresponsive to urgency of business 
related repair issues, slow repairs interfere with 
business, could not get an appointment until the 
following day 

Service not performed correctly 
Examples: Problems with service order, problem 
not fixed properly, problems persisted on other 
lines, tech left without address all of the 
problems, features not set up properly 

Top Three Positive Verbatim Comments - 
OutstandingNery Good 

Liked appointment timeltime frame 
Examples; Tech got here the same day I called, 
they were here within two hours of when we 
called, it was done before the start of business 
as we needed 

Problem was corrected 
Examples: The tech arrived as scheduled and 
found the problem right away, we were up and 
running right away, they fix the problem the 
first time 

RepITech was courteouslgood attitude 
Examples: The repairman was very 
understanding, they were very polite when they 
showed up, repairman was courteous, 
repairman explained everything to me as he 
completed the work, tech was friendly 



Measure Alignment Connecting 
- 

Business Processes to the Customer 

Internals Externals 



Aligned Internal Measures 
Analysis support 

Aligned Measures are internal measures that are 
associated with customer requirements. 

Improvement in the Right Sub Processes, Will Lead To 
Improvement in Critical Process Outcome Results . . . Which 
Will Lead to Increased Customer Loyalty 



Examples of Aligned Measures 

Process 

Billing 

Customer S ervic e 

Ins tabtion 

Repair 

Customer 
Repuirements 

Timely Posting 

Knowledgeable Rep 

Instal On Time 

Rght The First Time 

Aligned 
Measure 

# Days To Post 

% Certified 

% Met Appointments 

% 30 Day Repeats 





Key Driver Analysis 
Identify key customer requirements with 
quantitative and qualitative research 
tools 

Company and Region Level Analysis 

Aligned Internal Measures 
Identify key process measures that are 
associated with customer requirements 

Track results utilizing aligned scorecards 

Communication 

Action Planning / Recovery 
Strategies 

Hypothesis Testihg 

Special Analysis 
de 

Business Solutions Repair Aligned Scorecard 

PEED IN COWlEMMlD PRO- 63.0 70.38 70.24 70.5 70.52 M.41 
KTrMrUrdllBlhk. 

Alm 
KEEPING ~NFoRMB~ OF PROGRESS 61.9 GS.19 64.88 85.4 64.55 86 

%Y 1 P OI-leh C o n r p l l  22.5 23.03 22.66 22.43 23.78 22.87 
%-- 

tOWBECTmO PRO9I-W WEN PROYtSED 73.3 75.37 76.57 75.31 75.88 75.78 

OIIGRALL PEWORWINCE (99.6 72.81 73.W 72.62 71.9 72.81 



C- 8 - r Measurement Services 
Aligned Mwsurres Scu,mard - Consumer Rep* 

VERUON - Consumer Repair 
KEEPIN0 INFORMED OF PROGRESS 

Customer Contact 
TechConflrmedWork 

SPEED IN CORRECTING PROBLEM 
%TrblsClrdc24Hn 

FlXlNG PROBLEM CORRECTLY THE 1st TIME 
%3tlDayRep& 

CORREC77NG PROBLEM WHEN PROMlSED 
MissedAppdntmenfs 

MPLAlNlNG STEPS TO CORRECT PROBLEM 

OVERALL PERFORMANCE 

2005 

56.9 
1.81 
78.5 
58.8 
51.9 
62.3 
19.9 
66.0 
17.3 
70.2 
58.6 

Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 
56.5 59.0 57.7 59.2 58.6 54.4 58.3 58.5 52.3 57.3 57.0 
1.73 1.88 1.86 1.84 1.81 1.72 1.80 1.84 1.79 1.87 1.90 
76.9 79.5 78.1 79.4 79.5 78.6 81.5 79.4 78.0 78.6 75.1 
59.2 61.0 61.2 60.9 59.0 55.3 58.9 60.3 53.9 59.9 59.1 
54.4 58.6 56.3 58.9 55.0 45.0 52.8 54.6 42.4 52.3 53.2 
61.3 63.5 64.5 63.6 63.4 62.1 63.1 64.6 61.2 63.1 61.9 
20.5 19.3 19.5 18.7 19.0 20.0 21.2 19.8 19.6 21.9 20.4 
65.5 67.7 67.4 68.5 65.6 62.8 67.5 67.7 63.3 66.9 66.1 
15.2 13.6 15.6 14.0 16.2 20.7 17.0 16.6 20.8 18.2 17.4 
70.6 70.6 70.8 72.2 70.4 68.2 71.6 69.4 67.2 72.1 69.3 
59.6 60.8 60.2 61.5 59.6 55.9 60.3 59.7 52.8 60.2 58.1 

Jan Feb 
54.1 57.2 
1.89 1.94 
75.2 78.5 
55.7 59.3 
48.6 55.5 
59.4 61.0 
20.0 19.9 
62.9 65.2 
17.8 15.1 
66.5 68.5 
53.0 58.7 

2006 

55.6 
1.92 
76.8 
57.5 
51.6 
60.2 
20.0 
64.1 
16.6 
67.5 
55.9 



Customei Measurement Servr'es 
- 

Web P-ce 

Get updates on our current 
performance and 
achievement levels 

Gather the latest research 
and analysis available 

Download the latest 
Customer Care Index report 
and Aligned Measures 

Get information about the 
INTEGRIS system 


